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THE  WHITE  HOUSE 

WASH  I NGTON 

June  2,  1980 


Dear  Chairman  Freeman: 


As  Chairperson  of  the  Consumer  Affairs  Council  and  on  behalf  of 
President  Carter,  I  am  pleased  to  approve  the  Tennessee  Valley 
Authority's  consumer  program  established  under  Executive  Order 
12160.  The  TVA's  program  will* play  a  vital  role  in  assuring  that 
consumer  interests  will  be  an  integral  part  of  agency  decision¬ 
making. 

The  publication  of  agency  consumer  programs  on  June  9  will  mark 
the  culmination  of  several  years  of  work  by  many  capable  and 
dedicated  people  both  within  and  outside  the  government.  The 
contribution  and  assistance  provided  by  Ms.  Dawn  Ford  of  your  staff 
have  been  particularly  helpful.  The  fact  that  as  consumer  program 
director,  Ms,  Ford  will  be  reporting  to  the  General  Manager, 

Mr.  William  Willis,  and  participating  in  agency  policy  development 
should  provide  her  with  the  opportunity  to  review  rules,  policies, 
programs  and  legislation  to  assess  their  impact  on  consumers.  Your 
agency's  program  is  further  strengthened  by  establishing  a  toll- 
free  "hotline"  telephone  service,  by  the  ability  of  the  Citizen 
Action  Office  to  analyze  consumer  concerns,  and  by  recognizing  the 
need  to  find  ways  of  funding  consumer  participation.  I  would 
also  urge  you  to  develop  and  publicize  specific  criteria  for  when 
agency  management  should  include  a  consumer  participation  element 
in  the  development  of  new  policies  and  programs. 

With  the  publication  of  each  agency's  final  program,  a  new  phase  of 
our  work  begins.  This  office  will  work  closely  with  you  in  monitor¬ 
ing  the  effectiveness  of  the  TVA's  consumer  program  in  meeting  the 
standards  of  the  Order  and  in  achieving  the  objectives  you  have 
set  for  the  agency.  During  this  time  my  staff  and  I  will  be  availa¬ 
ble  to  help  in  any  way  we  can.  I  will  be  reproting  to  the  President 
at  the  end  of  each  fiscal  year  on  government-wide  progress  under  the 
Order,  and  I  am  sure  that  these  reports  will  reflect  considerable 
success. 


Thank  you  for  doing  your  part  in  this  effort^,..^!  am  confident  that 
implementing  this  Executive  Order  will  maj&<?^n  importaja^  contribution 
to  consumer  welfare  in  the  United  State; 


^  Esther  Peterson 
Special  Assistant  to  the  President 
for  Consumer  Affairs 


The  Honorable  S.  David  Freeman 
Chairman,  Tennessee  Valley  Authority 
Knoxville,  Tennessee  37902 


BILLING  CODE  S120-01-C 
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TENNESSEE  VALLEY  AUTHORITY 
Response  to  Executive  Order  No.  12160 

AGENCY:  Tennessee  Valley  Authority  (TVA). 

ACTION:  Notice  of  intent  to  establish  a  Consumer  Adairs 
Office. 

SUMMARY:  The  Board  of  Directors  of  the  Tennessee  Valley 
Authority  proposes  the  adoption  of  the  following  policies  as 
provided  in  Executive  Order  No.  12160.  The  TVA  Citizen 
Action  Office  (CAO),  farmed  one  year  ago,  will  take  the  lead 
in  establishing  a  consumer  affairs  program  to  ensure  that 
citizens  of  the  Tennessee  Valley  region  have  the  opportunity 
to  participate  in  TVA's  decisionmaking  process.  The  Citizen 
Action  O^ice  has  been  assigned  the  specihc  responsibility  to 
represent  consumers’  interest  and  to  report  their  concerns  to 
TVA’s  top  management.  It  operates  on  a  separate  budget.  A 
major  function  of  this  office  is  to  coordinate  all  of  TVA’s 
public  participation  programs  and  recommend  new 
processes  by  which  citizens  can  become  involved  in  TVA’s 
decisions.  Tlie  office  will  seek  methods  to  institutionalize 
ways  within  TVA  to  facilitate  the  gathering  of  timely  public 
views  about  proposed  and  ongoing  TVA  programs.  A  toll- 
free  telephone  system  provides  one  mechanism  for  the  public 
to  voice  concerns.  TVA  expects  the  program  to  be  flexible 
and  dynamic,  changing  in  response  to  public  comments  to 
meet  changing  needs. 

EFFECTIVE  DATE:  July  9, 1980. 

FOR  FURTHER  INFORMATION  CONTACT: 

Dawn  S.  Ford,  Chief,  Citizen  Action  Office,  400  Commerce 
Avenue,  EPB20,  Knoxville,  Tennessee  37902,  telephone  (615) 
632-4402. 

SUPPLEMENTARY  INFORMATION: 

(1)  Introduction 

TVA  is  publishing  a  final  consumer  affairs  program  to 
supplement  the  draft  program  published  in  the  Federal 
Register  on  December  10, 1979.  A  90-day  period  for  public 
comment  was  provided.  In  addition  to  the  notice  in  the 
Federal  Register  TVA  invited  comments  via  a  mailing  to 
1,500  citizens  and  organizations  in  the  Tennessee  Valley  and 
a  circulation  to  all  TVA  division  directors.  A  press  release 
announcing  the  availability  of  the  draft  was  mailed  on 
December  14, 1979,  to  every  newspaper  in  the  seven-state 
Valley  area.  On  February  6, 1980,  a  representative  of  the 
Citizen  Action  Office  attended  a  White  House  Conference 
on  Executive  Order  12160  making  copies  of  the  draft  program 
available  to  consumers  attending  the  meeting.  On  February 
27, 1980,  a  personal  followup  letter  from  the  Chief  of  the 
Citizen  Action  Office  was  mailed  to  key  consumer  groups 
urging  them  to  comment  on  the  draft. 

(2)  Analysis  of  Comments 

"rVA  received  comments  from  fifteen  consumer 
organizations,  two  law  firms,  one  electric  power  distributor, 
and  five  individual  citizens.  A  number  of  the  comments 
offered  specific  recommendations  for  clarifying  or  modifying 
specific  provisions  of  the  program. 

Seven  commenters  made  general  statements  that  the  draft 
program  was  a  comprehensive  one  and  that  their 
organizations  would  cooperate  with  TVA  in  every  way  to 
implement  the  program. 

A  general  letter  was  sent  by  five  commenters  to  each 
agency  that  published  a  draft  program,  including  TVA, 
urging  a  strong  consumer  funding  program.  TVA  believes 
that  adequate  provisions  have  been  made  in  its  program  for 
funding  for  citizens.  TVA  conducted  a  public  participation 
funding  program  in  connection  with  its  consideration  of 


electric  power  service  and  rate  standards  under  the  Public 
Utility  Regulatory  Policies  Act  of  1978  (PURPA),  making 
substantial  contributions  to  the  cost  of  representing 
consumers’  interests  in  hearings  held  by  TVA.  The  Agency  is 
now  developing  another  program  which  will  make 
contributions  to  the  cost  of  assisting  consumers  in 
representing  their  interests  in  upcoming  hearings  to  be  held 
by  TVA  on  rate  reform  pursuant  to  PURPA.  Funding 
programs  will  be  monitored  and  reassessed  as  the  Agency 
gains  more  experience  in  this  facet  of  public  participation. 

The  Agency  has  had  some  experience  with  various  types  of 
funding  plans  and  will  continue  to  try  new  programs  as  they 
are  associated  with  a  specific  issue. 

Three  commenters  expressed  a  desire  to  see  public 
participation  begin  earlier  in  the  decisionmaking  process. 
TVA  agrees  that  citizen  participation  early  in  the 
decisionmaking  process  is  important  and  has  amended 
Section  II  of  the  draft  program  to  address  this  concern.  TVA 
should  seek  public  participation  in  all  administrative 
processes  to  the  extent  allowable.  Generally,  a  proposed 
action  is  regarded  as  signihcant  and  appropriate  for 
consumer  participation  in  decisionmaking  if  (1)  it  is  likely  to 
cause  a  substantial  change  in  the  effect  on  consumers  of  an 
agency  program,  (2)  it  directly  affects  the  interests  of  the 
final  users  of  TVA  service,  or  (3)  it  is  likely  to  impose 
substantial  costs  on,  or  create  a  substantial  benefit  for, 
consumers.  "rVA  will  invite  consumer  participation  unless 
the  decision  is  not  expected  to  involve  important  policy 
considerations. 

In  some  cases  citizen  involvement  in  decisionmaking  shall 
take  place  after  TVA  staff  has  developed  preliminary  studies 
and  prior  to  a  final  decision  by  the  Board  of  Directors.  This 
is  particulary  true  when  considering  technical  issues  which 
require  that  citizens  have  some  knowledge  of  the  facts  prior 
to  making  constructive  input.  Other  instances  would  require 
that  citizens  be  in  on  the  “ground  floor”  before  staff  makes 
preliminary  studies.  A  common  compliant  received  by  the 
public  is  that  TVA’s  preliminary  studies  may  foreclose  some 
options.  It  is  particularly  helpful,  for  example,  to  have  early 
citizen  input  on  community  development  projects.  TVA’s 
public  participation  program  will  be  flexible  enough  to  allow 
early  input  when  appropriate.  Avenues  of  participation  will 
vary  with  the  issue  and  public  participation  processes  will 
be  implemented  by  the  CAO  or  by  the  initiating  program 
division  in  cooperation  with  the  CAO. 

Two  commenters  stated  that  a  CAO  representative  should 
be  physically  located  in  each  of  TVA’s  seven  district  offices. 
TVA  recently  developed  a  system  of  district  offices  each  of 
which  is  headed  by  a  district  administrator  responsible  for 
coordinating  TVA  activities  within  their  geographic  area. 

The  CAO  staff  will  have  regular  briehng  sessions  with  each 
district  administrator  to  determine  the  concerns  and 
problems  of  the  citizens  who  have  contacted  the  field  offices. 
TVA  believes  that  it  is  more  efficient  to  have  its  CAO 
representatives  located  in  Knoxville  and  traveling 
throughout  the  Valley  as  necessary. 

Three  commenters  suggested  establishing  permanent 
citizen  advisory  groups.  TVA  has  considered  this  suggestion 
but  believes  the  citizen  interests  would  be  better  served  by 
ad  hoc  groups  formed  to  address  single  issues.  It  would  be 
difficult  to  select  appropriate  members  for  a  permanent 
advisory  group  and  it  is  also  difficult  to  maintain  active 
interest  over  long  periods  of  time.  Consequently,  TVA  would 
like  to  remain  flexible  and  utilize  the  concept  of  citizen 
groups  when  they  would  be  the  most  effective 

Two  commenters  observed  that  material  distributed  prior 
to  public  meetings  is  too  complex  for  the  lay  person  to 
understand.  TVA  agrees  with  this  observation  and  will  make 
every  attempt  to  edit  material  so  that  it  is  more  easily 
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understood.  One  conunenter  remarked  that  more  effort 
should  be  made  to  educate  young  people  about  Agency 
programs.  TVA  agrees  that  this  is  a  good  suggestion,  and  it 
will  be  addressed  through  program  divisions  rather  than 
through  the  Citizen  Action  Office. 

A  general  proposal  for  a  consumer  affairs  program  was 
received  by  all  agencies  publishing  a  draft.  TVA  believes 
that  its  program  is  consistent  with  the  aims  of  that  proposal, 
but  is  better  suited  to  the  unique  nature  and  structure  of 
TVA. 

One  commenter  reminded  each  agency  of  its  obligations  to 
abide  by  the  provisions  in  OMB  Circular  A-76  and  OMB 
Circular  A-114  concerning  Federal  procurement  policy  in 
connection  with  the  management  of  Federal  audiovisual 
activities.  TVA  does  comply  with  these  procedures. 

Two  commenters  requested  a  clarification  of  the  term 
“important  policy  concerns.”  As  noted  in  the  draft  proposal, 
public  participation  will  be  welcomed  and  encouraged  on  a 
host  of  issues.  Avenues  of  participation  will  depend  on 
several  factors,  including  tjfie  subject.  Such  variables  as 
when  if,  how,  and  on  what  public  participation  occurs  will 
vary  from  issue  to  issue  and  depend  on  relevant 
circumstances. 

One  commenter  wrote  a  general  proposal  to  all  agencies 
publishing  a  program  requesting  that  the  consumer  affairs 
offices  be  developed  as  independent  consumer  advocacy 
offices  with  the  ability  to  file  action  against  the  agency  if 
necessary.  One  commenter  in  the  Tennessee  Valley  made  a 
similar  proposal.  It  is  TVA’s  determination  that  this  request 
is  not  consistent  with  an  Executive  order  which  provides  for 
setting  up  such  an  office.  TVA  has  given  this  office 
considerable  latitude  in  which  to  operate. 

One  commenter  stated  that  the  idea  of  establishing 
consumer  affairs  offices  in  every  Federal  agency  is  a  waste 
of  tax  monies.  Executive  Order  12160  provides  for 
development  of  such  a  program.  Since  many  of  TVA’s 
actions  affect  consumers  and  the  Executive  order  is 
consistent  with  TVA’s  obligations,  TVA’s  Citizen  Action 
Office  should  provide  a  beneficial  effect. 

Text  of  Program 

Under  Executive  Order  12160  there  are  five  general  criteria 
agency  consumer  affairs  offfces  should  meet.  TVA  will 
comply  as  follows: 

I  CONSUMER  AFFAIRS  PERSPECTIVE 

The  CAO  consists  of  a  professional  staff  of  approximately 
15  consumer  affairs  personnel  with  backgrounds  in 
communications,  planning,  and  developing  public 
participation  processes.  Staff  will  serve  a  coordinating 
function,  working  with  all  divisions  in  TVA  to  ensure  that 
opportunities  are  made  for  citizens  of  the  Tennessee  Valley 
region  to  participate  in  Agency  decisionmaking.  In  addition, 
it  will  be  responsible  for  initiating  and  conducting  Agency¬ 
wide  public  participation  functions  such  as  consumer  forums 
and  town  meetings  involving  the  Board  of  Directors,  The 
consumer  affairs  staff  will  have  the  opportunity  to  review  alt 
Agency  draft  programs  and  policies  and  comment  on  how 
the  public  should  be  involved  in  the  decisionmaking  process. 
The  staff  will  also  have  the  opportunity  to  make  written 
comments,  work  on  Agency  task  forces,  and  attend  staff 
briefings  to  the  “TVA  Board  of  Directors. 

II.  CONSUMER  PARTICIPATION 

TVA  should  seek  public  participation  in  all  administrative 
processes  to  the  extent  allowable.  Generally,  a  proposed 
action  is  regarded  as  significant  and  appropriate  for 
consumer  participation  in  decisionmaking  if  (1)  it  is  likely  to 
cause  a  substantial  change  in  the  effect  on  consumers  of  an 


agency  program,  (2)  it  directly  affects  the  interests  of  the 
final  users  of  TVA  service,  or  (3)  it  is  likely  to  impose 
substantial  costs  on,  or  create  a  substantial  benefit  for, 
consumers.  TVA  will  invite  consumer  participation  unless 
the  decision  is  not  expected  to  involve  important  policy 
considerations. 

In  some  cases  citizen  involvement  in  decisionmaking  shall 
take  place  after  TVA  staff  has  developed  preliminary  studies 
and  prior  to  a  final  decision  by  the  Board  of  Directors.  This 
is  particularly  true  when  considering  technical  issues  which 
require  that  citizens  have  some  knowledge  of  the  facts  prior 
to  making  constructive  input.  Other  instances  would  require 
that  citizens  be  in  on  the  "ground  floor”  before  staff  makes 
preliminary  studies.  A  common  complaint  received  by  the 
public  is  that  TVA’s  preliminary  studies  may  foreclose  some 
options.  It  is  particularly  helpful,  for  example,  to  have  early 
citizen  input  on  community  development  projects.  TVA’s 
public  participation  program  will  be  flexible  enough  to  allow 
early  input  when  appropriate.  Avenues  of  participation  will 
vary  with  the  issue  and  public  participation  processes  will 
be  implemented  by  the  CAO  or  by  the  initiating  program 
division  in  cooperation  with  the  CAO. 

Prior  to  any  policy  decision  a  public  comment  period, 
generally  no  less  than  30  days,  will  be  established.  Written 
comments  will  be  invited  as  well  as  comments  via  the  toll- 
free  telephone  service.  These  comments  will  be  included  in 
the  final  record  by  the  division  responsible  for  initiating  the 
proposed  policy  for  the  Board’s  consideration.  The  CAO 
staff  will  review  the  final  record  to  ensure  that  consumer 
views  are  adquately  expressed.  Depending  on  the  nature  of 
the  proposed  policy,  advertisements  may  be  taken  out  in 
community  newspapers  and  notice  may  be  posted  in  the 
Federal  Register.  All  proposed  actions  will  be  considered  at 
open  TVA  Board  meetings,  and  the  public  will  be  advised  of 
them  through  news  releases  and  mass  mailings  to  a  list  of 
consumers  maintained  by  the  CAO  as  well  as  to  the  news 
media.  Other  public  participation  processes  will  be 
employed  as  appropriate. 
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A  critical  element  of  effective  public  participation  is 
analyzing  information  received  from  many  sources  in  the 
Valley  and  incorporating  these  data  into  Ae  Agency’s 
strategic  planning  process.  As  a  part  of  its  staff,  the  CAO 
will  employe  a  data  analyst  who  will  analyze  raw  data 
received  over  the  Citizen  Action  Lines,  via  written 
correspondence,  at  public  meetings,  and  from  the  district 
administrators.  These  analyses  will  be  coordinated  with  a 
liaison  from  the  Office  of  Planning  and  Budget  in  order  to 
incorporate  public  opinion  into  the  planning  process.  In 
addition,  the  CAO  and  the  Office  of  Planning  and  Budget 
will  work  together  to  develop  public  participation  processes 
for  obtained  public  input  on  new  policy  issues.  A  report  will 
be  prepared  summarizing  information  obtained  from  all 
facets  of  the  public  participation  program  for  use  at  an 
annual  TVA  policy  conference.  In  addition  the  CAO  will 
prepare  regular  public  opinion  trend  reports  on  various  TVA 
programs  and  issues  for  use  by  the  program  managers. 

TVA  recognizes  that  one  process  by  itself  is  rarely 
adequate  to  achieve  public  participation  objectives.  In  its 
effort  to  consult  with  the  public  and  respond  effectively, 

TVA  will: 

A.  Conduct  consumer  forums  through  the  seven-state 
Tennessee  Valley  region.  Issues  will  vary  with  the  meeting 
and  recognized  experts  on  TVA-related  issues  who  are  not 
associated  with  the  Agency  will  be  invited  to  speak. 
Responsible  staff — CAO. 

B.  Conduct  Board  n^eetings  open  to  the  public.  At  these 
meetings  special  time  is  made  available  for  any  member  of 
the  public  to  comment  on  and  question  Board  members  and 
responsible  TVA  officials  about  pending  business  or  just 
express  a  view  about  TVA  in  general.  Periodically  the  TVA 
Board  of  Directors  will  take  Board  meetings  or  town 
meetings  “on  the  road”  to  various  locations  in  the  Tennessee 
Valley  region,  thus  ensuring  participation  by  a  wide  range  of 
citizens.  Responsible  staff-CAO  and  the  TVA  Information 
Office. 

C.  Utilize  TVA  regional  offices  as  a  grass  roots  link 
between  local  communities  and  the  senior  level  management 
of  the  Agency.  The  special  knowledge  and  experience  of 
field  office  personnel  will  help  identify  key  publics,  explain 
local  impacts  of  major  decisions,  identify  parties  of  interest 
in  those  impacts,  provide  logistical  support  at  public  sessions 
and  implement  publicity  techniques.  The  CAO  staff  will 
work  closely  with  all  field  office  personnel. 

D.  Conduct  public  meetings  and  hearings  on  major  policy 
issues.  In  fiscal  year  1979,  TVA  conducted  over  100  public 
meetings  on  issues  such  as  transmission  line  construction, 
land  use,  utility  power  rate  structures,  and  electric  service 
practice  standards.  TVA  will  continue  to  employ  this  process 
when  appropriate.  All  public  meetings  will  be  coordinated 
with  the  CAO.  Responsible  staff — CAO  and  program 
divisions. 

E.  Expand  funding  programs  as  necessary.  TVA  conducted 
a  public  participation  funding  program  in  connection  with  its 
consideration  of  electric  power  service  and  rate  standards 
under  the  Public  Utility  Regulatory  Policies  Act  of  1978 
(PURPA),  making  substantial  contributions  to  the  cost  of 
representing  consumers’  interests  in  hearings  held  by  TVA. 
The  Agency  is  now  developing  another  program  which  will 
make  contributions  to  the  cost  of  assisting  consumers  in 
representing  their  interests  in  upcoming  hearings  to  be  held 
by  TVA  on  rate  reform  pursuant  to  PURPA.  Funding 
programs  will  be  monitored  and  reassessed  as  the  Agency 
gains  more  experience  in  this  facet  of  public  participation. 
Responsible  staff — CAO  and  program  divisions. 

F.  Sponsor  similar  workshops  on  subjects  of  mutual 
interest  to  the  citizens  of  the  region.  On  three  occasions  the 
Agency  funded  the  use  of  outside  experts  in  conducting 


electric  rate  workshops  in  different  locations  in  the  region. 
Although  results  varied  in  these  original  attempts  at  public 
participation  funding,  overall  impressions  have  been 
favorable,  particularly  with  the  workshop-type  format. 
Responsible  staff — CAO  and  program  divisions.  ' 

G.  Consideration  will  be  given  to  ad  hoc  citizen  task  forces 
as  needed. 

H.  Schedule  munerous  informal  meetings  between  the 
CAO  staff  and  outside  groups.  It  is  TVA’s  belief  that 
outreach  work  is  the  essence  of  good  public  participation. 
These  meetings  will  be  kept  informal  to  encourage  open 
expression  of  views. 

III.  INFORMA’nONAL  MATERIALS 

To  participate  effectively  in  TVA’s  decisionmaking 
process,  the  public  must  have  accurate,  understandable,  and 
pertinent  information  about  TVA-related  issues.  TVA 
currently  publishes  general  brochures  about  Agency 
programs  supplemented  by  publications  directly  related  to 
energy  conservation,  as  well  as  technical  papers.  The 
Director  of  Information  is  responsible  for  production  and 
distribution  of  general  TVA  brochures.  Program  divisions,  in 
cooperation  with  the  Information  Office,  are  responsible  for 
publishing  other  materials.  Publications  are  continually 
updated  and  revised  to  reflect  current  programs.  Distribution 
is  through  mailings  in  response  to  questions  and  via  racks  at 
public  buildings.  After  an  evaluation  by  the  Director  of 
Information,  it  has  been  determined  that  TVA  will  continue 
its  consumer  education  program  consisting  of  the  following 
elements: 
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1.  Television  and  radio  public  service  announcements, 

2.  Publications  such  as  the  TVA  Annual  Report,  A  Short 
History  of  TVA,  energy  and  conservation  booklets,  a  TVA 
electric  rate  brochure  and  brochures  on  each  TVA  facility, 

3.  A  new  film  about  the  Agency  to  distribute  to  schools 
and  civic  organizations,  and 

4.  An  advertising  program  on  energy  conservation. 

The  CAO  staff  is  responsible  for  the  distribution  of 

summary,  issue,  and  backgroimd  papers  in  connection  with 
public  participation  processes,  as  well  a^draft  and  final 
environmental  impact  statements.  An  extensive  assessment 
has  been  made  of  the  information  generally  available  to 
citizens  prior  to  the  making  of  decisions  by  TVA  on  various 
issues.  That  assessment  indicated  a  need  to  improve  the 
types  and  volume  of  information  a  citizen  needs  to 
effectively  participate  in  the  decisionmaking  process.  To 
fulfill  TVA’s  desire  to  inform  the  public,  the  CAO  will: 

A.  Identify  groups  and  individuals  both  inside  and  outside 
the  region  wi&  an  interest  in  TVA-related  issues.  An  initial 
mailing  list  has  been  compiled.  Categories  include  regional 
consumer  groups,  Tennessee  Valley  State  and  Federal 
legislative  delegations,  national  and  state  organizations, 
private  citizens  who  have  participated  in  past  public 
sessions,  TVA  power  distributors,  local  government  officials 
and  industrial  representatives. 

B.  Distribute  to  persons  on  this  list  in  1980  an  educational 
packet  consisting  of  a  guide  to  TVA  publications,  a  general 
brochure  about  &e  history  of  the  Agency,  and  material  on 
the  CAO. 

C.  Establish  and  maintain  information  depositories  in 
public  libraries  and  universities.  These  depositories  will 
contain  copies  of  environmental  impact  statements,  policy 
papers,  and  staff  studies. 

D.  Distribute  timely  information  on  a  regular  basis.  The 
CAO  will  prepare  information  for  wide  distribution  to  keep 
interested  parties  advised  of  TVA’s  progress  on  any  given 
issue.  A  consumer  newsletter  will  be  developed  in  fiscal 
year  1980  outlining  public  participation  programs  currently 
being  conducted  and  issues  before  the  public  for  discussion. 

E.  Distribute  information  which  facilitates  the  formal 
public  comment  process.  The  CAO  will  be  responsible  for 
distributing  materials  prior  to  public  sessions  and  for 
gathering  feedback  on  the  results  of  a  public  session  or 
decision  by  the  TVA  Board.  As  appropriate  such  material 
will  be  distributed  prior  to  the  decision  so  that  the  public  can 
develop  informed  comments  and  TVA  can  carefully  consider 
public  views  before  taking  final  action.  Distribution  will  be 
made  through  direct  mailings  to  persons  known  to  be 
interested  in  a  given  issue  and  press  releases  announcing  the 
availability  of  such  material.  Citizens  will  be  encouraged  to 
call  the  toll-free  Citizen  Action  Lines  to  obtain  information. 

The  Environmental  Quality  Staff  (EQS)  has  the  final 
responsibility  for  the  proper  distribution  of  an  environmental 
impact  statement  (EIS)  and  will  work  in  cooperation  with  the 
CAO  to  ensure  that  distribution  is  made  promptly  to  all 
interested  groups  and  individuals.  When  a  notice  of  intent  to 
publish  a  draft  EIS  is  placed  in  the  Federal  Register,  the  EQS 
and  the  CAO  will  begin  developing  a  distribution  list.  When 
the  draft  EIS,  including  the  distribution  list,  is  approved,  the 
CAO  will  ensure  that  copies  are  mailed  promptly. 


IV.  EDUCATION  AND  TRAINING 

The  CAO,  working  with  TVA’s  Office  of  the  General 
Counsel,  will  be  responsible  for  educating  senior  staff 
members  and  information  personnel  about  Executive  Order 
12160  and  any  changes  which  will  incur  in  the  structure  of 
the  consumer  affairs  program  as  a  result  of  the  order  through 
briefings,  employee  publications,  and  circulation  of  material. 

’The  staff  of  the  CAO  has  received  extensive  specialized 
training  in  public  participation  with  an  emphasis  on  conflict 
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management.  This  training  is  a  continuing  process.  It  is  now 
being  conducted  by  the  CAO  staff  for  managers  in  program 
divisions  who  normally  have  contact  with  the  public. 

TVA  remains  the  only  Federal  agency  equipped  by  statute 
and  administrative  structure  to  reflect  die  total  economic 
and  environmental  concerns  of  the  people  of  an  entire  major 
river  basin.  TVA  provides  the  facilities,  technical  assistance, 
and  opportunities  for  learning.  A  continuing  economic  and 
community  development  program  offers  technical  assistance 
in  such  areas  as  agricultural  development,  flood  control, 
solid  waste  management,  rural  health  care,  energy 
conservation,  river  cleanup,  reclamation,  industrial 
development,  and  townhft  programs.  This  assistance  will 
contine  to  be  provided  by  program  divisions. 

V.  COMPLAINT  HANDLING 

TVA  has  established  a  region-wide,  toll-free  telephone 
service — a  “hotline”  that  puts  the  public  in  direct  personal 
touch  with  TVA  at  no  personal  cost  to  themselves.  The  lines 
are  a  part  of  the  CAO.  Although  usually  answered  by  full¬ 
time,  specially-trained  personnel,  they  are  also  occasionally 
staffed  by  the  Agency’s  Board  of  Directors  and  other  senior 
TVA  officials.  Emphasis  is  on  providing  quick,  reliable,  and 
understandable  answers,  cutting  red  tape,  and  investigating 
complaints. 

Complaints  received  over  the  Citizen  Action  Lines  are 
entered  into  the  computer  and  the  complaint  form  is  routed 
to  the  program  division  involved.  An  answer  is  expected 
back  in  the  CAO  in  two  weeks.  The  Chief  of  the  CAO  is 
responsible  for  determining  in,  in  fact,  TVA  staff  has  done 
all  it  can  for  a  consumer  or  if  other  steps  can  be  taken  to 
correct  the  situation.  A  followup  system  ensures  that 
divisions  are  responsible  within  two  weeks.  Using  the 
information  in  the  computer,  trends  in  public  opinion  are 
monitored,  and  analyses  of  trends  are  provided  to  TVA 
management. 

In  an  effort  to  be  more  responsive  to  public  needs,  staffs  in 
the  General  Manager’s  office  and  district  field  offices,  who 
regularly  handle  complaints,  will  provide  a  monthly 
statistical  report  of  complaints  handled,  resolved,  and 
unresolved  to  the  CAO.  This  staff  will  then  prepare  a 
uniform  monthly  report  to  the  TVA  Board  and  General 
Manager  of  all  Agency  complaints.  This  report  will  contain 
an  evaluation  of  the  way  in  which  complaints  are  being 
handled  with  suggestions  for  improving  the  system  and  a 
narrative  on  significant  complaints  received  in  any  program 
area.  The  General  Manager’s  staff  will  ensme  that  program 
divisions  provide  the  General  Manager  a  draft  response  to 
written  complaints  within  seven  days. 

The  CAO  will  develop  during  calendar  year  1980  a  “How 
to  Complain  Guide”  outlining  how  and  where  to  send 
complaints  relating  to  a  wide  variety  of  TVA  programs  for 
public  distribution.  On  a  regular  basis  the  CAO  will  survey 
consumers  who  have  complained  by  mail  or  via  the  toll-free 
hotlines.  The  survey  responses  will  be  analyzed  from  the 
consumer  viewpoint  as  to  what  ’TVA  can  do  to  be  more 
effective.  ’The  analyses  will  be  sent  to  the  program  offices 
along  with  recommendations. 

VI.  OVERSIGHT 

A.  Top-level  designee — Dawn  S.  Ford,  Chief,  Citizen 
Action  Officer,  400  Commerce  Avenue,  EPB20,  Knoxville, 
Tennessee  37902,  (615)  632-4402. 

B.  Agency-level  consumer  affairs  office — ^Dawn  S.  Ford, 
Chief,  Citizen  Action  Office,  400  Commerce  Avenue,  EPB20, 
Knoxville,  Tennessee  37902,  (616)  632-4402. 

C.  Office  for  information  about  Agency  information 
materials — Craven  H.  Crowell,  Jr.,  Director  of  Information, 


400  Commerce  Avenue,  E3D92,  Knoxville,  Tennessee  37902, 
(615)  632-3257. 

D.  Office  for  information  about  complaint  handling — 
Citizen  Action  Lines,  400  Commerce  Avenue,  E3C65, 
Knoxville,  Tennessee  37902,  toll-fi'ee  1-800-362-9250 
(Tennessee);  1-800-251-9242  (outside  Tennessee);  and  632- 
4100  (Knoxville  area). 

E.  Office  for  information  about  consumer  technical 
assistance — Citizen  Action  Lines,  400  Conunerce  Avenue, 
E3C65,  Knoxville,  Tennessee  37902,  toll-free  1-800-362-9250 
(Tennessee);  1-800-251-9242  (outside  Tennessee);  and  632- 
4100  (Knoxville  area.) 

F.  Office  for  information  about  consumer  participation  in 
the  Agency  decision  process — Citizen  Action  Lines,  400 
Commerce  Avenue,  1^C65,  Knoxville,  Tennessee  37902,  toll- 
free  1-800-362-9250  (Tennessee);  1-800-251-9242  (outside 
Tennessee);  and  632-4100  (Knoxville  area). 

Dated:  June  3, 1980. 

W.  F.  Willis, 

General  Manager. 
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